10/07/2005 12:27 FAX 1 858 678 5099 



FISH AND RICHARDSON 



@) 003/0 18 



Applicant : Joaquin G. Fink et al. 

Serial No. : 10/693,640 

Filed : October 24, 2003 

Page : 2 of 16 



Attorney's Docket No.: 13906-146001 / 2004P00031 

US 



Amendments to the Claims : 
This listing of claims replaces all prior versions and listings of claims in the application: 

Listing of Claims : 

1. (Currently Amended) A system comprising; 

a graphical user interface operative to indicate at least one of a plurality of availability 
states of an apen t for each of a telephone call and at least one text-based electronic 
mTTiTYinni catioD for customer c ommunications: and 

a routing system operative to control tfee a routing of customer communications to the 
agent based on a current availability state of the agent, wherein the telephone call comprises a 
first priority and the at least one text-based electroni c communication comprises a second 
priority, and wherein the first priority has a hig her priority than the second priority, 

2. (Currently Amended) The system of claim 1, wherein the customer 
a ftTnmiinifintion ftnmprin e fi a t e lephono oall at least one text-base d electronic communication 
comprises an email . 

3. (Currently Amended) The system of claim 1, wherein the graphical user interface 
is further operative to indicate a plurality of text-based electro n ic communicationstho ouptom e r 
communication comprises on olootronio oommunioation . 
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4. (Currently Amended) The system of claim 3 T wherein the plurality of text-based 
electronic communications comprises ono of an email and a chat session. 

5. (Original) The system of claim 1, wherein the availability states include an 
available state and an unavailable state. 

6. (Currently Amended) The system of claim 1 s wherein a the work status indicator 
is operative to transition the current availability state of the agent to another one of the plurality 
of availability states in response to at least one of a selection by the agent, the end of a timeout 
period, an initiation of client communication, and a termination of a client communication for 
each of the telephone call and at least one of the text-based electronic communication . 

7. (Original) The system of claim 6, wherein the availability states include a wrap 
up state, 

wherein the work status indicator transitions from an unavailable state to the wrap up 
state after an agent completes a client communication session, and 

wherein the work status indicator transitions from the wrap up state to the available state 
after a predetermined time. 
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8 . (Original) The system of claim 1 , wherein the GUI further comprises: 
a statistics indicator operative to indicate an amount of time the agent is in the current 
availability state. 



9. (Currently Amended) A method comprising: 

presenting a work status indicator in a graphical user interface, wherein the work status 
indicator identifies at least one of a plurality of availability states of an agent for each of a 
telephone call and at least one text-based electroni c communication for customer 
communications ; and 

controlling the routing of customer communications to the agent based on a current 
availability state of the apen t. wherein the telephone call comprises a first priority and the at least 
one text-based electronic communication comprises a sec ond priority, and wherein the first 
priority has a higher priority than the second priority . 

10. (Currently Amended) The method of claim 9, whoroin the customer 
rnTnwnnTiim ft tinti nnmpridfls a totophono o oll. farther comprising presentin g a type of agent stat us 
indicator based noon a customer type, w herein the customer type comprises a large business 
customer, a small business c ustomer, or an individual customer 

1 1 . (Currently Amended) The method of claim 9, wherein fe e custom e r 
nnmirmnuintinn ryimpri n n fl nn olootrnnio oornmunicatio a the graphi c al user interface is farther 
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operative to indicate a plurality of text-based electronic c ommunications. 

12. (Currently Amended) The method of claim 1 1, wherein the plurality of electronic 
communications comprises at least one of one of an email and a chat session. 

13. (Original) The method of claim 9, wherein the availability states include an 
available state and an unavailable state. 

14. (Original) The method of claim 9, further comprising: 

transitioning the work status indicator from the current availability state of the agent to 
another one of the plurality of availability states in response to at least one of a selection by the 
agent, the end of a timeout period, an initiation of client communication, and a termination of a 
client communication. 

1 5 . (Original) The method of claim 14, wherein the availability states include a wrap 
up state, and further comprising: 

transitioning the work status indicator from an unavailable state to the wrap up state after 
an agent completes a client communication session, and 

transitioning the work status indicator from the wrap up state to the available state after a 
predetermined time. 
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16. (Original) The method of claim 9, further comprising: 

presenting a statistics indicator in the graphical user interface, wherein the statistics 
indicator is operative to indicate an amount of time the agent is in the current availability state, 

17. (Currently Amended) An article comprising a machine-readable medium 
including machine-executable instructions operative to cause one or more machines to: 

present a work status indicator in a graphical user interface, wherein the work status 
indicator identifies at least one of a plurality of availability states of an agent, for each of a 
telephone call and at least one text-based electronic com munication for customer 
communications : and 

control tfee-routing of customer communications to the agent based on a current 
availability state of the agen t wherein the telephone call com prises a first priority and the at least 
one text-based electronic communication comprises a seco nd priority, and wherein the first 
priority has a higher priority than the second priority . 

18. (Currently Amended) The article of claim 17, wherein th e customer 
eeromiftioatiea nnmprinnn a tfllgphono call farther compri s ing instructions to present a type of 
work status indicator based upon a customer type, whe rein the customer type comprises a largp 
business customer, a small business customer, or an individual customer. 
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1 9> (Currently Amended) The article of claim 1 7, wherein tho ouotomor 
communication compris e s an electronic communication the graphical user interface is further 
operative to indicate a plurality of text-baaed elect mnic mmmunicatinnfi. 

20- (Currently Amended) The article of claim 19> wherein the plurality of e lectronic 
communications comprises at least one of on e of an email and a chat session. 

2L (New) The method of claim 10, wherein at least one type of agent status indicator 
comprises a comprehensive agent status indicator including detailed status information for the 
large business customer. 

22. (New) A method comprising: 

presenting a work status indicator in a graphical user interface, wherein the work status 
indicator identifies at least one of a plurality of availability states of a plurality of agents for each 
of a telephone call and at least one text-based electronic communication for customer 
communications; and 

controlling routing of customer communications to one of the plurality of agents based on 
a current availability state of the agent, wherein the telephone call comprises a first priority and 
the at least one text-based electronic communication comprises a second priority, wherein the 
controlling comprises routing customer communications comprising telephone calls to a first set 
of agents, and wherein the controlling further comprises routing customer communications 
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comprising at least one text-based electronic communication to a second set of agents. 

23. (New) The method of claim 22, wherein die at least one text-based electronic 
communication comprises an email or a chat session. 

24. (New) The method of claim 22, further comprising presenting a type of agent status 
indicator based upon a customer type, wherein the customer type comprises a large business 
customer, a small business customer, or an individual customer. 
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